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or crew, including crew luggage, as set 
forth in § 382.123. 

(d) If passengers holding confirmed 
reservations are not able to travel on a 
flight because their seats are being 
used to stow a passenger’s wheelchair 
as required by paragraph (a) of this sec-
tion, carriers must compensate those 
passengers in an amount to be cal-
culated as provided for in instances of 
involuntary denied boarding under 14 
CFR part 250, where part 250 applies. 

(e) As a carrier, you must never re-
quest or suggest that a passenger not 
stow his or her wheelchair in the cabin 
to accommodate other passengers (e.g., 
informing a passenger that stowing his 
or her wheelchair in the cabin will re-
quire other passengers to be removed 
from the flight), or for any other non- 
safety related reason (e.g., that it is 
easier for the carrier if the wheelchair 
is stowed in the cargo compartment). 

(f) As a carrier, you must offer pre- 
boarding to a passenger stowing his or 
her wheelchair in the cabin. 

(g) As a foreign carrier, you must 
meet the requirement of this section 
for new aircraft ordered after May 13, 
2009, or delivered after May 13, 2010. As 
a U.S. carrier, this section applies to 
you with respect to new aircraft you 
operate that were ordered after April 5, 
1990, or which were delivered after 
April 5, 1992. 

[78 FR 67923, Nov. 12, 2013] 

§ 382.69 What requirements must car-
riers meet concerning the accessi-
bility of videos, DVDs, and other 
audio-visual presentations shown 
on-aircraft to individuals who are 
deaf or hard of hearing? 

(a) As a carrier, you must ensure that 
all new videos, DVDs, and other audio- 
visual displays played on aircraft for 
safety purposes, and all such new 
audio-visual displays played on aircraft 
for informational purposes that were 
created under your control, are high- 
contrast captioned. The captioning 
must be in the predominant language 
or languages in which you commu-
nicate with passengers on the flight. 

(b) The requirements of paragraph (a) 
of this section go into effect with re-
spect to audio-visual displays used for 
safety purposes on November 10, 2009. 

(c) Between May 13, 2009 and Novem-
ber 9, 2009, U.S. carriers must ensure 
that all videos, DVDs, and other audio- 
visual displays played on aircraft for 
safety purposes have open captioning 
or an inset for a sign language inter-
preter, unless such captioning or inset 
either would interfere with the video 
presentation so as to render it ineffec-
tive or would not be large enough to be 
readable, in which case these carriers 
must use an equivalent non-video al-
ternative for transmitting the briefing 
to passengers with hearing impair-
ments. 

(d) The requirements of paragraph (a) 
of this section go into effect with re-
spect to informational displays on Jan-
uary 8, 2010. 

§ 382.71 What other aircraft accessi-
bility requirements apply to car-
riers? 

(a) As a carrier, you must maintain 
all aircraft accessibility features in 
proper working order. 

(b) You must ensure that any re-
placement or refurbishing of the air-
craft cabin or its elements does not re-
duce the accessibility of that element 
to a level below that specified for new 
aircraft in this part. 

[Doc. No. DOT–OST–2004–19482, 73 FR 27665, 
May 13, 2008, as amended at 74 FR 11471, Mar. 
18, 2009] 

§ 382.72 Must carriers allow a service 
animal to accompany a passenger 
with a disability? 

You must allow a service animal to 
accompany a passenger with a dis-
ability. You must not deny transpor-
tation to a service animal based on the 
animal’s breed or type or on the basis 
that its carriage may offend or annoy 
carrier personnel or persons traveling 
on the aircraft. 

[Doc. No. DOT—OST—2018—0068, 85 FR 79774, 
Dec. 10, 2020] 

EFFECTIVE DATE NOTE: At 85 FR 79774, Dec. 
10, 2020, § 382.72 was added, effective Jan. 11, 
2021. 
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